I. Introduction
Today, business organizations are more customers-focused than ever before since customer satisfaction is a competitive advantage which is sustainable over the long term (Schnaars, 1991) . Customer satisfaction in banking industry plays a vital role to create a healthy business status being service based industry. In any service based industry customer service is at highest priority. Customer service can be provided by well trained person in planned systematic manner or can be provided by means of well planned self-service. In banking industry customers are more directly linked with the bank's personnel for any kind of services or products. Therefore, Banks should always focus on training its employee so that they could understand each outlet and guide the customer in any matter.
II. About The Bank
The Imphal urban Co-operative Bank was established in 16 th The Bank has joint undertaking from a share capital contribution from individual members and the state. Along with this, the followings are the source of fund which helps the bank survives. a. Deposits from the public, Government, Quasi-Government and local bodies/Organizations. b. Borrowing from higher financing agencies. c. Reserves and other funds created out of the Net profit from the business. d. Income from Non-Banking Assets. e. Fees, Grants and subsidies.
Major Products And Services i. Deposit products
IUCB, Manipur offers different types of deposit products that cater to customer's necessity. The products has different schemes which can enjoy by all types of customers like individual, salaried, businessman, self-help groups as well as illiterate person. The bank account may be opened in the name of an individual, joint name, minor representative by a natural guardian, one of the parents name or by a guardian appointed by the court, in the name of Trust/Associative/society/club etc. subject to fulfilment of necessary conditions as per RBI Directives. More than one account cannot be opened by a person. A person can opened his saving bank account governing the rules and regulations of the bank with an initial deposit as fixed by the bank. Interest and Incidental charges: a. If the balance at credit of an account falls below Rs. 500/-Interest at the rate of 0.5% p.a. will incurs a minimum balance of Rs. 500/-for a period exceeding 14 days as directed by the RBI from time to time. And no interest will incurs when the amount accured during half year is under Rs. 500/-. b. An incidental charge of a minimum of Rs. 10/-will be made every-half year on or about 30 th September and 31 st March.
c. Interest ceases to accure on an account of the death of the constituent. d. A fees of Rs. 5/-will be charged at the time of closing an account, while closing, unused cheques, if any must be surrendered to the bank. e. Interest or overdrawn accounts is calculated upon the daily balance, fraction of a Rupee to be treated as a whole Rupee.
ii. Loan products
Loans are granted only to the members who are approved by the board of securities or by the Board of Directors/Administrators. Short term loans for the period of 12 months, medium term loans for the period of 15 months to 5 years are available. Loans shall be given for productive purposes clearly defined within the economic policy of the Government. Consumptions loans may however, be given to deserving members within the limits fixed by the Board of Directors/Administrator from time to time. No member/depositor/employee can claim loans and advances as a matter of right. The decision of the Board/Administrator in disposing of loan applications shall be final and the Board/Administrator or the Bank is not bound to give the applicant any reason for the decision.
iii. Miscellaneous products/services
The bank also provide various lending schemes such as loans, cash credits and/or overdrafts or current account to members on security or securities approved by the Board of Directors/Administrators or without security. Short-term loans will be for period's unto 12 months, Medium-term loans for 15 months to 5 years and long-term loans over 5 years
III. Aims And Objectives
The main objective of this research work is to find out how far the customer is satisfied in regarding banking services provided by the IUCB, Manipur. Since, working staffs also plays an important role to create quality service; the research is also centred to find out the different employees motivational factors.
IV. Research Methodology
The research studies the current level of satisfaction among the customers and employee of IUCB, Manipur. The study seeks employees' different motivational factors which has direct influence on customer satisfaction. The main problem to be dealt by the present research is the "question of performance in terms of customer satisfaction". Thus the specific problem can be explained clearly by finding the answer to these parameters as suggested by Parasuraman et al (1995) . The primary data was collected through administered questionnaire which consisted of only closed ended questions. One of the limitations is the bank's policy which restricts the researcher in gathering enough data. The low number of responses from higher level staff has somehow seemed to be unbalanced survey from employee side. Hence the sample sizes were restricted to 100 respondents of which only 60 respondents data could use for study.
V. Analysis
This part consists of statistical analysis based on five dimensions suggested by Parasuraman et al (1995) with 24 attributes. The following table shows the respondents responses which measures its performance based on Likert scale as the highest point 5 signifies "Strongly agree" and so on and 1 signifies "Strongly disagree". SA=Strongly agreeA=Agree U=Undecided D=Disagree SD=Strongly disagree Customer's expectation is the customers wish to receive from the services (Nazi Nabi, 2012). Zeithaml, Bitner and Gremier (2006), suggested that customer expectations are "beliefs about a service delivery that serve as standard against which performance is done". Davidow and Uttal (1989) proposed that customer expectation is formed by many uncontrollable factors, which include previous experience with other companies, and their advertising, customers psychological condition at the time of service delivery. Miler stated that customers' expectation related to different levels of satisfaction. People choose good bank which fulfil and understand their thoughts. They need reliable information, quick and error free service which will be effective and efficient. Reliability indicates the attributes that provide services when promised. From the above table we found that customer agreed the statement information reliability has improved since computerization as median score is 4 whereas customer opinion regarding the other attributes are undecided as median score is 3. The above scale shows that the satisfaction level of customers regarding reliability lies towards the neutral. Table 2 Empathy: Empathy encompasses to find out the solutions to the problems that faced by the customers in the banking sector. The bank staff should be trained how to tackle customers. It becomes an important for the bank staff to try to find out customer's internal thoughts. From the view of Parasuraman et al, 1988, the hidden needs of customer's could find out from the survey by asking them their needs like convenient location, suitable working hours etc.
Source: Computed from field survey
It is observed from the above table that IUCB's account holders' agreed that the working hour of the bank is suitable as well as the bank employee shows serious interest in solving problems. However they neither agree nor disagree that the bank staff understand their needs, the bank employees are helpful or not. But they are not agree that the location of the bank is convenient. The above scale shows that the satisfaction level of customers regarding empathy lies towards the neutral. It is observed from the above table that they are neither agree nor disagree that the bank employee support any query needed by them, they need not wait for a long queue in the bank, any discrepancy occurred during transaction can eliminate the error quickly or not and whether the bank staff could response quickly their requirement. The above scale shows that the satisfaction level of customers regarding responsiveness lies towards the disagree. Table 4 Assurance: Assurance refers the safety feeling to the bank by the customers. "It is a high risk and uncertain about the service" as they feel. The banking system should make sure the security and beliefs of the bank in any kind of transaction. There should be strict security so that it should make sure the safety of all the properties in the bank. Since it plays an important role.The parameter "Assurance" is all about the safety feeling for transaction, comparison in loan rates with other bank, Interest rates in the deposit products, and even willingness in helping to the customer.
Here, it is found from the above table that the account holders are neither agreed nor disagreed that the bank has strict security, all the staff are well educated, kindly support even to the illiterate and old customer, or should they trust the bank or whether the bank has assured execution time or not. The above scale shows that the satisfaction level of customers regarding assurance lies towards the neutral. 
As can be observed from the above table that they agree that the deposit form, withdrawal form, bank draft or any printed material is easily understandable as well as the printed material is visually appealing. But it is found to be neutral that whether the bank resides in a convenient place or the equipment used in the bank is advance technology or not. The above scale shows that the satisfaction level of customers regarding tangibility lies between the neutral and agree.
VI. Findings From The Data Collected i) Reliability:
As observed from the analysis that account holders are found to be agreed that the existing MIS has improved after computerization. But it needs improvement in some areas like customers' service, quick processing, accuracy in reports generated and error checking. ii)Empathy: The working hour of the bank is satisfied by the account holders as well as the bank employee shows serious interest in responding their problem. According to them, the banking system needs to decide more interestingly about the bank location. With this, the bank employee needs to be trained for customer satisfaction programme. iii) Responsiveness: It is found from the analysis that the bank needs more improvement in responsiveness as all the attributes of this parameter are undecided. iv) Assurance: It is observed from the analysis that this parameter also falls into neutral position. In order to improve the banking system as well as account holder attraction, the bank needs to improve all those attributes of this parameter. v) Tangibility: Here, the IUCB's account holders satisfied that the printed materials whether it may be either for deposit form, withdrawal form, bank draft etc. But it is needed to keep an eye on the bank's location where the customers could visit conveniently, as well as used more advanced technology equipment in the bank for good purpose. 
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VII. Conclusion
An organisation is formed for mankind development. People need effective organization which fulfils their requirement in right time and right way at their best level. The results found from the above analysis are neutral according to the attributes with the IUCB's performance. The feedback from the survey is a testament to the customer expectation definitely that some attributes are much more important for the customers to judge a company. The attributes given are of critical importance for the service customers. One of the true facts is that customer can and will change them without notice or excuse. Customer value is an asset to the organization. Hence, in order to maintain the customer, the organization needs to ensure that the right products and services supported by the right promotion and making it available at the right time for customers. Establishing a professional relationship with customer empowers an organization with the knowledge of what customers need.
